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Our findings suggest that telcos may actually benefit by introducing unit pricing information, 
as consumers’ perceptions of the value of their product offerings appear to be enhanced in the 
presence of this information. This may be a function of a belief that the telco has “nothing to 
hide” if it is providing this type of information. The results also show that consumers may be 
unfamiliar with unit pricing (particularly in relation to the telco sector). The information 
processing capacity required to interpret the detailed numbers involved in unit pricing 
calculations might be too great, as unit pricing was shown not to reduce or increase confusion, 
perceptions of risk, or purchase intentions. More in-depth research is required to investigate 












































































ID  Gender  Age  Yr 12  ID  Gender  Age  Yr 12 
A  m  21  yes  M  m  24  yes 
B  f  21  yes  N  m  21  yes 
C  m  61  yes  O  m  34  yes 
D  m  34  yes  P  f  23  yes 
E  f  21  yes  Q  m  20  yes 
F  m  38  yes  R  f  30  yes 
G  m  53  yes  S  f  67  Yes 
H  f  47  yes  T  f  41  Yes 
I  m  22  no  U  f  22  Yes 
J  f  40  yes  V  f  68  no 
K  m  54  no  W  m  68  yes 



















ID	 Existing	 New	phone		 Existing	Supplier	 New	Supplier	
A	 iPhone	4	 	 	 Woolworths	(Optus)	
prepaid	
B	 iPhone	5	 	 Vodafone	Infinite	45	 	






E	 	 iPhone	5	 Optus	$80	plan	 	
F	 	 iPhone	5	 	 Telstra	$79	plan	
G	 iPhone	4	 	 Optus	$69	or	$79?	 	
H	 	 iPhone	5	 Vodafone	had	smaller	
plan	–	didn’t	say	cost	
	
I	 	 iPhone	5	 Vodafone	$80	 	
J	 	 iPhone	5	 	 Telstra	$80	
K	 	 iPhone	5	 	 Vodafone		$52/$54?	
L	 	 Galaxy	IV	 Vodafone	$56	(was	
with	3)	
	




O	 	 Blackberry	 Vodafone	$65	 	
P	 iPhone	5	 	 	 Telstra	$69	(father	
pays)	
Q	 	 iPhone	5	 Optus	$67	 	
R	 iPhone	4S	 	 	 Vodafone	$49	
S	 	 Smartphone	 	 iiNet	$15	plan	+	$20	
phone)	
T	 	 iPhone	5	 Optus	$79	 	
U	 	 iPhone	4S	 	 Telstra	$79	





ID	 Existing	 New	phone		 Existing	Supplier	 New	Supplier	
W	 	 iPhone	4S	 Telstra	$60	(+	$8	
phone)	
	










Yeah.  I’d made out a spreadsheet and I put in all the options, ‘cause I figured if I’m spending 
$18 a month say, versus $50 a month that I’m actually using the data… like the way it 









My parents have always been going to the same Vodafone kiosk…might as well go there, 










Because my whole family’s with Optus…I think it allows me... well, it gives me free calls 
and free texts, but I think it’s also free to my home landline and all that, just thought if we 






























24	mths	 200	minutes	 200mb	 	
D	 $19	($29	‐	$10	had	
phone)	






























24	mths	 Unlimited	calls/texts	 3	Gb	 	

















































R	 $49	 mthly	 $200	calls/	unlimited	
texts	
2	or	3	Gb	internet	 Not	included	
S	 $15	 24	mths	 $200	calls/texts	 200mb	 $20	per	mth	
T	 $79	+	phone	=	about	
$100	
24	mths	 Don’t	know	 Don’t	know	 Incl.	phone		
U	 $79	 	 $900b	calls/unlimited	
text	
2	Gb	 $10	per	month	
V	 $20	 24	mths	 Don’t	know	 none	 No	extra	for	
phone	
























A	 2	min	per	day	 2	min	per	day	 5‐10	per	day	 5‐10	per	day	
B	 50‐60	per	month	 	 100	per	day		 100	per	day	
C	 20‐30	per	month	 20‐30	per	month	 15‐20	per	month	 15‐20	per	month	
D	 80	per	month	 	 120	per	month	 170	per	month	
E	 5‐8	per	day	 4	per	day	 50‐100	per	day	 50‐100	per	day	
F	 8	per	day	 10‐15	per	day	 5‐6	per	day	 5‐6	–per	day	
G	 20	per	day	 12	per	day	 8	per	day	 15	per	day	
H	 20	per	day	 20	per	day	 20	per	day	 20	per	day	




L	 5‐6	per	day	 5‐6	per	day	 5‐6	per	day	 5‐6	per	day	
M	 2‐3	per	day	 2‐3	per	day	 9	per	day	 9	per	day	




O	 20	per	day	 20	per	day	 5	per	day	 5	per	day	




Q	 5‐10	per	day	 5‐10	per	day	 100	per	day	 100	per	day	
R	 6‐7	per	day	 6‐7	per	day	 15	per	day	 15	per	day	
S	 1	per	day	 2	per	day	 3	per	day	 3	or	4	per	day	
T	 15‐20	per	day	 6‐10	per	day	 12	per	day	 18‐20	per	day	
U	 30	per	day	 20	per	day	 50	per	day	 50	per	day	
V	 2	per	day	 2	per	day	 1‐2	per	day	 1‐2	per	day	
W	 3‐4	per	day	 3‐4	per	day	 12	per	day	 12	per	day	




































































J	 Google	 YouTube,	Maps	 ‘lots	for	email’	 Facebook	 	
K	 ‘Probably	six	hours	a	day;	
it’s	a	fair	chunk’.		





ID	 Internet	 Apps	 Email	 Social	Media	 WiFi/mobile	
data	



































	 	 	 Uses	wireless	
mostly	




























Yep, 500 MB, because we also get free social network, which is pretty much what I use it for, 
Facebook and all that. …   So my 500 MBs pretty much goes to checking emails when I need, 
searching up any phone numbers or something, yeah, I don’t use it for big things ‘cause I 
don’t have that data usage for it. (female, 21). 
 
Yeah, I think [my plan’s] two gig or something like that, two or three gig.  I don’t use much 





It should cost me $80 a month, but I’m always going over, because I... even with the wi-fi 
I’ve got at home, I always go... going over my internet... seems so... I never used to over my 
internet on my last contract, so I don’t actually know for sure whether I have less internet, or 
whether I’m just using it more, but I’ve had to add on extra... extra gig… including insurance 
and everything and then I end up paying about, at least a 100 a month, sometimes 120, 
because of the additional, the gig… it’s all for internet.  That’s rare that I’ll go over for phone 













































































































































































































































































	 	 Doesn’t know. 
‘I sometimes 
feel frustrated 
because a lot 
of it seems… 











	 	 No, no idea.  I 
just know that it 
doesn’t go over 
the quota that 
I’ve got.  So… 




would need to 
know what a 
megabyte is.  So 
for someone 
that has no idea 
about 
computers, like 





language.  But I 
know, like, it’s 










































































































































































































































































‘I’m definitely aware of what 
I’m using but I guess I have a 
benchmark of what’s, sort of, 







‘The last plan I 
went over a few 
times, so I’ve never 
used it for 
international 
calling again’. 
I didn’t check what I used.  







I’m not sure what it’s actually 
broken up for I just know that 
there’s, you can have $200 
worth of calls and then the text 
is unlimited. 
 
Data: ‘Well I would never 
really use more than that I 
don’t think so I wouldn’t 



























‘I wouldn’t even know to be 
honest (cost of ‘going over’).  
I… I’m pretty sure I’ve got an 
alert system where if I’m 
coming to be over something 
they’ll let me know.  If they 
don’t let me know I won’t pay 
it because I’ve asked them to 
do that and it’s an error on 
their end if they’re not doing 























I think it gives you – how many texts?  Oh my God, I should know this.  I looked at it too and 
I said to my husband oh this means nothing to me, I’m just going to keep texting.  I don’t 
know how many you get per – you get quite a lot, I know that and I’ve never actually gone 






Yeah, I think sometimes the problem for me feels like the more I try to understand the less I 
understand.  So, like, you know, like it’s one of the… it’s just a really… it’s an area that I 
think is, I don’t know, it’s kind of baffling, and when I try to have a sense of what my plan is 
















Yeah.  Maybe I could get something cheaper, I don’t know.  But I suppose I’d rather pay that 
little bit more and know that I’m not going to go over it.  I’d rather pay $20 to save me (male, 
38). 
 
I know, I’m probably one of those suckers that, you know, hardly ever goes near half … 
maybe I could get … a plan that’s $10.00 or $20.00 less but … I’d just rather pay that little bit 
extra.  (female, 47). 
 
And I’d always rather pick a plan that I think I’m going to be well under rather than going 
over it… So I’d rather have something which I think I would definitely be under even if I’m 























ID	 Telco	 Monthly	cost	 Comparison	with	Interviewee’s	Current	Plan	
A	 Optus		 $40		 Same	Telco/different	plan	
B	 Vodafone		 $35	 Same	Telco/different	plan	
C	 Optus	 $25	 Same	Telco/same	plan	
D	 Optus	 $25	 Same	Telco/different	plan	–	but	would	want	
more	data	
E	 Optus	 $65	 Same	Telco/different	plan	
F	 Telstra	 $60	 Same	Telco/different	plan	
G	 Optus		 $65	 Same	Telco/different	plan	
H	 Optus	 $40	 Different	Telco/different	plan	
I	 Vodafone	 $65	 Same	Telco/different	plan	
J	 Optus	 $65	 Different	Telco/different	plan	









M	 Telstra	 $50	 Different	Telco/different	plan	
N	 Vodafone	 $35	 Different	Telco/different	plan	
O	 Vodafone		 $65	 Same	Telco/Same	plan	
Q	 Optus	 $65	 Same	Telco/Similar	plan	
R	 Vodafone	 $45		 Same	Telco/different	plan	
S	 Vodafone	 $20	 Different	Telco/different	plan	
T	 Optus	 $65	 Same	Telco/different	plan	
U	 Vodafone		 $65	 Different	Telco/different	plan	
V	 Optus	 $25	 Different	Telco/different	plan	
W	 Telstra	 $60	 Same	Telco/same	plan	





I find it very difficult to compare the time on that one with the time on that one because 
they’re not the same.  You see in order to compare apples with apples you’ve got to have the 
same amount of data in each one.  That is not the same data.  That’s just telling me I’ve got 














I’ll tell you one thing that turns me off - when these pamphlets are confusing.  I like them nice 
and simple, you know, where it just shows you the three plans and the prices of the gig and 













I know Telstra is always the most expensive, so even though I’m a shareholder, I wouldn’t go 






I wouldn’t probably lean towards that [Telstra], only reason being I like… I much prefer the 
look of unlimited than I do a number.  Even though I might not go anywhere near it, the sight 
of it makes me feel accountable, whereas this, I’ve got nothing to … account… [for]’ (male, 
68). 
 
Yeah I’d probably go for an unlimited I’d say.  Because I just can’t be bothered working out 
how many minutes... How many have I done today, how many minutes?  I can’t be bothered 







Well what’s the $600?  They create some arbitrary price which isn’t the same then.  I mean 
you can’t compare that.  I mean if the price was the same for every single provider then you 
could compare that.  So they’re just giving you an arbitrary number multiplied by another 
arbitrary number to give you an arbitrary number, which you then have to divide by the 









None of them mention how much you can do as an upload.  You can get a gigabyte of 




























A	 1	 	 	 	 	 2	 3	 	 	 	
B	 	 	 1	 	 	 	 	 	 	 	
C	 	 	 	 1	 	 1	 	 	 	 	
D	 	 2	 	 	 1	 	 	 	 	 	
E	 	 	 	 1	 1	 2	 3	 	 	 	
F	 	 	 	 	 	 	 	 1	 	 	
G	 	 	 	 	 	 	 	 	 	 1	
H	 	 1	 	 	 	 	 	 	 	 	
I	 	 	 	 1	 1	 	 	 	 	 	
J	 2	 	 	 1	 3	 	 4	 	 	 	
K	 1	 	 	 	 	 	 	 	 	 	
L	 	 	 1	 2	 	 3	 	 	 2	 1	
M	 	 	 	 	 	 	 4	 3	 2	 1	
N	 	 	 	 1	 2	 	 	 	 	 	
Q	 	 	 	 	 	 	 	 	 2	 1	
R	 	 	 	 1	 2	 	 	 	 	 	
S	 1	 	 	 	 	 	 	 	 	 	
T	 	 	 	 2	 1	 3	 	 	 	 	
U	 	 1	 	 	 	 2	 	 	 	 	
V	 2	 	 	 	 	 	 	 	 	 1	
W	 	 	 	 1	 2	 3	 	 	 	 	










… it’s not that easy to compare them.  If you want to compare things and say “Oh, that’s the 
best plan.”  Alright I’ve said to you that that’s the best plan just by looking at those but I had 
to go into it a fair bit.  I wasn’t “Oh, oh, that’s the best one,” was it?  It was “Oh, look read the 




You know, yeah they add all these little bits and pieces on.  Yeah.  Account charge is three 
dollars eighteen, GST six dollars sixty-four.  So they add these little bits and pieces.  So that’s 
not really the… you think you’re signing up and I’ll only be paying $65 a month and your 









It’s not as clear as (Vodafone) ‘No lock-in plans, every day connect, BYO plans, I don’t even 
know what all that means’ (male, 53). 
  
I still can’t read this one to be honest’… .It doesn’t really give me the information..(female, 
61).  
 
I’m just trying to figure out why this one is $10 extra when it should be less if you go on a 




It’s not as affordable, in my eyes, as this one [Vodafone]. (female, 21). 
 
I’m surprised that Telstra do not have a cheaper plan than $50 because by the look of this the 
cheapest one they’ve got is $50.  (male, 61). 
 




That’s good as a comparison.  So yeah, rather than you working it out.  How much it costs, 









Standard national voice calls.  See, I don’t understand this, two minute standard call, why do 




Average call time? ‘Yeah I guess that’s just to have an idea because maybe people usually 
call for two minutes, that might be the average or something. (male, 21) 
 
yes, the two – the $2.38’s coming out of the 800 I’d assume, so once you’ve done your 2.38 





all these seven PM and seven AM.  I can’t be bothered with all that personally.  If I want to 
make a phone call I’m not going to be watching my clock and think “Oh I’d better wait until 




I don’t really understand data all that much.  Minimum standard… is that this bit here, excess 











I don’t know what M.R.O. means, but I’m guessing that’s the handset fee (male, 34). 
 
MRO ‘I don’t know’… Mobile… maybe extra…Roaming.  Is it to do with roaming? (female, 
61). 
 
MRO…’ No idea.  My something or other.  I mean I don’t even want to know what it is, you 














Confusing (female, 21). 
 





The only thing I would have liked, which Telstra and Vodafone had, was how much a two 
minute phone call costs.  With connection fee, so you can then compare apples with apples…I 













I’d go the $500.  I find 500 minutes because it’s so easy to imagine 500 minutes, it doesn’t 
seem like much, whereas $500 you don’t’ how much calling, you don’t know how much 







I don’t really understand it, actually.  I... yeah, because I’m hopeless with differentiating 





Well they make that very small.  I can’t even read it with glasses … additional data used in 



















‘... but where is says asterisk four, there’s no mention of asterisk four down here in your terms 
and conditions, so where is it? (male, 54). 
 
‘…which means infinite, I’m just reading what eight means, ‘cause I thought there might be a 




The only thing it says is that the cost of a standard text is 30 cents…And a two minute 
standard call is $2.36…And it doesn’t say, but I would imagine that the shortest call you 
could make would be two minutes… I imagine as soon as you dial it’s $2.36, and then for 
every minute over you’d spend. (male, 24). 
 
I don’t understand what it means by charge per kilobyte, I’m guessing it’d be one per cent or 
whatever  (male, 22).  
 
The cost of sending a national standard text is 30 cents.  So I’m assuming that’s all going to 




Well, for me, the value of phone calls is... it’s not relevant to me, because it’s for free, so... 
and neither is minutes, because it’s also free and it’s not... when I’m looking at a plan, I don’t 
like to calculate how many minutes is it in a month and dividing and doing all these figures, 





Unlimited calls/texts to Vodafone.  … I quite don’t like this feeling to like get hope and then 








‘… I would be worried that I’d be able to go over even though, I think like number of minutes 
is sort of open to interpretation like I’d rather go with infinite if it’s sort of close to the same 
(female, 30). 
 









































































































	 Overall	 Plan	 Handset	 MRO	 Calls	 Data	
D	 ‘The	only	good	thing	
with	Telstra,	like	the	
only…	 like	 they	 tell	










































































































































































P	  	 	 	 ‘Standard national 
voice calls.  See, I 
don’t understand 
this, two minute 
standard call, why 
do they measure it 
by two minutes?’ 
	
 









R	 	 	 	 I	don’t	know	what	
M.R.O	is.	
.	 	

















W	 	 	 	 	 Can	explain	additional	
call	charge	
‘I don’t really 
understand data all 
that much.  
Minimum 
standard… is that 
this bit here, 
excess data ten 
cents, is it, a 
megabyte?  I don’t 
know.  No, I don’t 
really’. 
X	 ‘Yeah, it’s not as 
plainly written out 
as the other two is 
it’? 



























































































































































































































	 Overall	 Unit	Charge	 Additional	charge	 Data	
O	   ‘You’d have to work it out, but the thing 
is though, the thing about these plans 
which I like is, I mean there’s nothing 
wrong with them telling me… I mean 
it’s how many gigs, how much that is, 
‘cause that’s like the base figure.  When 
you start getting random numbers and 
multiplying them and to hide it 
like…(Telstra) 
 
P	  ‘I’m sort of thinking about that.  I 
think… I was thinking maybe minutes, 
because I don’t think I make a huge 
amount of phone calls but sometimes 
they go for a really long time.  So, 
which I know can be expensive.  So 
maybe minutes, kind of, struck me as 
appealing initially’. 
 
Unit pricing – ‘Yeah but it’s, kind of, 
meaningless to me.  No, so I don’t 
think it’s helpful…I would have to 
really, kind of, do some more research 





















Do you know what, to be honest, looking 
at this, I would just call up and ask, I 
wouldn’t look at that, I’d find that too 
confusing…So much detail, there’s 
numbers and words everywhere, it’s just 







































































































































































































Power Plan 16, monthly for $16 - $200 of texts and talk…I don’t want to be calculating how 
long I text or how many words or minutes or… call rate 90 cents per sixty seconds, flag fall...  
Look as soon as I saw that I’d just throw that away.  I wouldn’t even bother with that. 
[Telstra’s] a bit easier, you know, a little bit easier…  You can read through it easier … 

















ID	 Network	 Cost	 Overall	 Concerns	 Comments	






































ID	 Network	 Cost	 Overall	 Concerns	 Comments	
more	sceptical	if	I	had	to	sign	for	24	
months’.	





















































































































































ID	 Network	 Cost	 Overall	 Concerns	 Comments	
O	 Optus	or	
Vaya	(?)	
$65	 	 	 Would	use	Vaya	if	on	
Optus	network.	
Q	 Optus	 $40	 ‘It’s a familiar plan, like 1GB I 
would… is a reasonable amount, $40 
isn’t too expensive.  Despite it being 
500 included minutes, they’ve said 
here you’ve got to, like, obviously 
read in-depth, but like two minutes is 
five cents.  So although for someone 
that would use their phone quite 
frequently to call, like, a two minute 
call wouldn’t cost… doesn’t cost that 
much on this, sort of, this plan.  Like 
it’s at a lower rate’.   
	 	























































U	 Vaya	 $52	 	 Vaya (if go over limit) ‘Well I mean it 
says four cents here but four cents per 
what, per megabyte, what’s a 
megabyte?  Do you know what I 
mean?  I don’t know, I wouldn’t know 
what the repercussions of that would 
be’. 
	















ID	 Network	 Cost	 Overall	 Concerns	 Comments	
X	 Optus	 $40	 Chose	Optus	because	likes	Optus.	
	
Vaya: ‘This one looks alright, but it 
looks very, very complicated with… 
breakdown everything else, you 
know.  And I don’t think I would 
really be sure with what they were 
going to give me the way they’ve got 
















ID	 Telstra	 Optus	 Vaya	




















































































































ID	 Telstra	 Optus	 Vaya	
P	 Discussing internet ad 
- Well it seems fairly 
arbitrary, but a $60 
plan is, sort of, like a 
middle price point.  So 
a higher price point 
would mean greater 
value.  Like, you 
would get a greater 
amount of money, like, 
instead of $800 you 
might have… 
	 	
Q	 ‘Telstra didn’t really 
good… give good 
value for money.  I 
didn’t think… and you 
only really get, like, 
the whole unlimited  
benefits after you 
spend, like, $80 to 
$100 a month, which I 
think for, like, 
someone my age is 
getting a bit dear’. 
	 ‘I liked the $37 one, 
which is similar to the 
Optus $40 one, except 
you only got unlimited 
texts to Vaya people and I 
don’t know anyone that’s 
on that, so I probably 
wouldn’t go for it…. 
because no one’s really 
with them, so I wouldn’t 
get, like, a whole, like, 
unlimited benefit, I 
































ID	 Telstra	 Optus	 Vaya	
U	 	 Likes best ‘I just find 
it much… there’s just 
not as much to do 
about price, there’s not 
much detail, it’s just 
very clear and 
concise… they’ve 
prioritised before my 
eyes which I need to 
look at first, which is 
how much it is, that’s 
what I want to know 
first, data and then it’s 
unlimited, do you 
know what I mean?’   
‘it’s almost like they’re 
undercutting themselves, 
like it’s insignificant what 
their prices are, even 
though they’ve actually 
got the better prices’. 
	
V	 Seems	expensive	 ‘Oh that’s a bit 
confusing because 
blue is usually with 
Telstra’ 
 
W	 	  Easiest to read – likes the 
information in columns 





‘I suppose one thing is 
though, this mob, they 
seem to have a lot of price 
stuff, price out so you can 
see it, don’t they’. 
 
‘It’s a little bit confusing 
when you first look at it, 
but when you sit down and 
study it and have a look at 
it, yeah, it does… you 
know what each…you 
know what you’re up for 

































































I would try to understand this table … I guess I would have a deeper look at the cost per unit 
and I wouldn’t do that before … I’d still have the same first look at it, I’d still look at the 
price, data and the calls and the contract length but then yeah I might be more interested I 
knowing actually (male, 21). 
 
Would be useful for me (female, 47). 
 
Yes.  I wouldn’t go looking for it.  I must admit because I wouldn’t be familiar with doing 









Oh I’d like per minute or something like that, because I suppose when they give it to me per 
30 seconds, well then I…  I was trying to think do I multiply or divide.  I know what I do to 
get to a minute, but to get to the price, yes.  So yeah, you double it, yeah, yeah.  … But I think 
most of them talk in 30 second - or this two minute thing - but I think why talk in a two 







Not really.  Not really that useful at all.  The only thing I really pick out of this is you pay 
more, costs us less [rate].  … One word sums it all, lazy; and… think it’s more the fact that if 
you’re with one company you kind of stick to it because you’re used to it…It works for me 
alright, why change? (female, 21). 
 
No look, I suppose as long as I pick a plan that I think is suitable to my needs and yeah, and I 
know that I’m not going to go over it, then I’m happy … you know each month your phone’s 
going to be $80 a month … don’t think that would persuade me too much. (male, 38). 
 
I want it hassle free you know.  I hear these kids talking, you know “I’m on this but I’m 
allowed to send 35 voicemails and I’m allowed…” well I can’t be bothered with all of that.  I 
just want to ring.  I know what I’m paying a month - $70 or $75, and I’ve unlimited this, 
unlimited that.  I don’t care.  I don’t have to… how many calls did I make today?  Did I go 






Probably not. …  I try to pick the one that has unlimited of everything. (male, 22). 
Not terribly much, because it’s not self-explanatory (male, 54). 
 
..but I guess I think the problem is that that information isn’t so accessible, at least for me.  I 
think it’s a language I’m unfamiliar with…I just feel like there’s always catches or, like, 
there’s something that I don’t understand, or… it’s not so straight forward.  Because there are, 
sort of, so many factors, rather than just one.  It’s not just size, it’s not just calls, it’s like 
many, kind of, simultaneous things (male, 34). 
 
I wouldn’t sit down and work out how much it’s actually all going to come to…I would, if I 
had a list of OK comparing it from these plans I’d look at like an overall of OK which ones, 
this one’s cheaper on this thing and this one’s better value about what’s going to be 
included…But I wouldn’t go into that much detail of it all (female, 30). 
 
If someone could tell me how much it was going to offer me in layman’s terms, I probably 
would actually – yeah, I’d look at it – but to read it like that would mean nothing to me 
(female, 22). 
 
That doesn’t bother me because I’m not looking at how much it’s costing me because I’m 
paying my monthly fee and I don’t care if it costs me $2 a minute or $10 a minute, as a long 







I guess the last thing I ever remember is how much each standard call costs; they’re the, like, 
the most... they’re the things I... I look at the big numbers, like it includes $650 worth of calls 
and the 1.5 gig and texts these days are usually unlimited, they’re like the three main things 





I’m not sure I understand what the cost of one megabyte actually means because if it’s only 
five cents I quite don’t understand (male, 21). 
 
I wish I knew how much extra it would cost (data) before I signed up, which it is in the small 
print but like I said it’s… it’s not really a huge factor in when I decided.  But I… it would be 
better if… if it was in like bigger writing and I knew exactly how much it would cost if I went 
over each time.  Because when it says ten cents a megabyte, charge per kilobytes, that doesn’t 
really mean a whole lot to me.  But when they say it on the phone, $100 is a gig, that… that 
means a lot more.  That makes it a lot clearer for me (male, 22). 
 
It’s OK.  I mean I guess it’s just telling me how much the data… I’m not really understanding 
it too much actually… And I don’t understand the whole megabyte thing… Like is megabyte 






I’m not very clear with my understanding of what a megabyte and gigabyte and all that is, so 
what I’d have to do from here, is go on to the internet and say “How much does a megabyte 
equate to a gigabyte?” and type that in and do all these sums.  It’s just... it’s not clear for me. 
… it would be helpful if they could say “Right, this is... from what we’ve gathered, one 
minute of Facebook equals this much” you know, rather than breaking it down into 1 Mb, is 
[some amount]... Something that’s more relevant to the consumers (male, 21). 
 
If it made sense I would like it yeah but if it didn’t… because, again, my whole issue is 
what’s megabytes, what’s kilojoules, I don’t know what they are whereas if it was user 












I think they pretty well explain it, for me anyway.  I suppose for my technical ability it spells 




What might be better for data, specifically, would be at a certain point in the month for them 
to tell me at what stage I am in the month and what percentage of data I’ve used.  Because a 




..  that’s useful, I suppose, but it doesn’t tell you what would happen if you went over it, what 






















I wouldn’t use it.  I’m just… I’m somewhat careless in that manner, once I run out, or once I 
get that message saying I’m coming close to my thing, I’d just slow down.  Yeah, I don’t 
care, I don’t want to have to think about it, so I’ll just do it how I want to and then I’ll just 
stop using it… That’s right, yeah.  I would sooner just spend a bit more money for the 



















I could go through all the finer print here, but I think if it were me and being how I am and 
totally rash, I’d probably look at something that’s big and bold, so I look at 65 and I’d see that 
that was – and that would be a bit – I’d probably ask questions on that one, but its giving me 
the data that I’d need, its giving me unlimited of almost everything I want, I can use it within 
Australia, I can select a SIM.  To me that makes sense. … ‘cause there’s no hidden stuff 
there, it’s very easy to understand.  (female, 41 talking about Optus online advertising). 
 
… there’s just not as much to do about price, there’s not much detail, it’s just very clear and 
concise.  This to me, they’ve prioritised before my eyes which I need to look at first, which is 
how much it is, that’s what I want to know first, data and then it’s unlimited, do you know 






It’s not as clear as that one there (Vodafone)… No lock-in plans, every day connect, BYO 
plans, I don’t even know what all that means… I don’t even know what it means to the 
layman, I don’t know.  Every day connect plan.  Great inclusions with your current mobile.  
Every day connect plan’s 12 month term.  To me that looks confusing, to me.  I might be 
stupid (Male, 53). 
 
I still can’t read this one to be honest… .It doesn’t really give me the information (female, 61, 






Yeah, I’ve actually thought about that, though, because I have called a couple 1800, 1300 
numbers and I haven’t been sure whether I am being charged for it or not (male, 21). 
 








… it’s not that easy to compare them.  If you want to compare things and say “Oh, that’s the 
best plan.”  Alright I’ve said to you that that’s the best plan just by looking at those but I had 
to go into it a fair bit.  I wasn’t “Oh, oh, that’s the best one,” was it?  It was “Oh, look read the 
fine print down below.” (male, 61). 
 
I’ll tell you one thing that turns me off - when these pamphlets are confusing.  I like them nice 
and simple, you know, where it just shows you the three plans and the prices of the gig and 
people I spoke to they say the same, they want to see it simple (male, 53, catalogue 
advertising ). 
 
I find ... the Optus one really good, because it’s just simple.  It’s got a big number at the top.  
It says $65; just look here and it’s just clear, whereas this (Vaya) you’ve got to...search and at 
the different lines and what…, it’s a lot to read and that’s (Optus) just simple.  (male, 21 





Yeah.  Maybe I could get something cheaper, I don’t know.  But I suppose I’d rather pay that 
little bit more and know that I’m not going to go over it.  I’d rather pay $20 to save me (male, 
38). 
 







And also I liked how it said unlimited voice mail… unlimited calls and unlimited SMS.  I saw 
unlimited SMS calls and voicemail and I just went bang, yep. (female, 40). 
 
Well, for me, the value of phone calls is... it’s not relevant to me, because it’s for free, so... 
and neither is minutes, because it’s also free and it’s not... when I’m looking at a plan, I don’t 
like to calculate how many minutes is it in a month and dividing and doing all these figures, 
you know. (male, 21). 
 
I wouldn’t probably lean towards that (Telstra), only reason being I like… I much prefer the 
look of unlimited than I do a number.  Even though I might not go anywhere near it, the sight 
of it makes me feel accountable, whereas this, I’ve got nothing to be account…This makes me 
feel like it’s going to go, “Oh that’s effort, I’ve got to check how much I’ve used” whereas 










Definitely minutes, because when you’re on the phone, you can track how many minutes 
you’ve been on call for.  Plus, saying unlimited, you wouldn’t stress too much.  Oh, yeah... 
yeah... the minutes is definitely easier to track than... than the dollars (female, 21). 
 
… so the minutes is probably better.  I’d find it easier to … keep track of the minutes than I 
would to keep track of the dollar spend, because I never seem to… I never know how much 
an actual phone call costs, even.  ‘Cause there always seems to be hidden charges and stuff, 






… although you would need to know what a megabyte is.  So for someone that has no idea 
about computers, like I don’t know what a megabyte, like, constitutes in, like, technology 
language.  But I know, like, it’s a unit of data. (male, 20).   
 
I’m not sure what megabytes and gigabytes…and all of those are to be honest (female, 30). 
None of them mention how much you can do as an upload.  You can get a gigabyte of 






I require at least a gig of data (male, 21).  
 
…   So my 500 MBs pretty much goes to checking emails when I need, searching up any 
phone numbers or something, yeah, I don’t use it for big things ‘cause I don’t have that data 
usage for it. (female, 21). 
 
Yeah, I think [my plan’s] two gig or something like that, two or three gig.  I don’t use much 











yes, the two  [minute call] – the $2.38’s coming out of the 800 I’d assume, so once you’ve 
done your 2.38 times whatever it is to get 800, then you get charged past that. (female, 41). 
 
Yeah.  I’d made out a spreadsheet and I put in all the options, ‘cause I figured if I’m spending 
$18 a month say, versus $50 a month that I’m actually using the data… like the way it 









Yeah.  Maybe I could get something cheaper, I don’t know.  But I suppose I’d rather pay that 
little bit more and know that I’m not going to go over it.  I’d rather pay $20 to save me (male, 
38) 
 
I know, I’m probably one of those suckers that, you know, hardly ever goes near half … 
maybe I could get … a plan that’s $10.00 or $20.00 less but … I’d just rather pay that little bit 
extra.  (female, 47). 
 
And I’d always rather pick a plan that I think I’m going to be well under rather than going 
over it… So I’d rather have something which I think I would definitely be under even if I’m 
not going to use it. (female, 30). 
 
I actually have a plan that’s a bit too big for me.  I get $750 worth of calls… Which I never 
use.  I don’t think I even use the 400….When I had a smaller plan and when you go over, you 












Yeah there is, yeah there is an app on the phone.  I think it is an app.  I’m not sure if it is an 
app.  I think it’s just Optus put it there so that you can see how much you’ve used because in 
the first month I had it I went way over because I was downloading a lot of stuff and I didn’t 
realise (male, 61). 
 
It tells me about usage.  I sometimes check my daughter’s usage and when I get a bill and I’m 
thinking oh why did I get that bill, I hop on there and have a bit of a look.  (female, 47). 
 
they send you a text once you’re like only got like 15% or ten per cent left (male, 34). 
 
No, they don’t send me the message (female, 21).   
	
Since	the	“end	of	the	month”	of	the	various	plans	are	not	necessarily	at	the	end	of	the	
calendar	month,	it	cannot	be	assumed	that	consumers	will	remember	when	the	“month”	
expires.		Hence	any	warning	messages	should	always	include	the	date	which	marks	the	
end	of	the	allowance	period	and	the	percentage	of	use	at	the	time	of	notification.		
Messages	when	customers	are	getting	close	to	their	limit	would	also	be	appreciated,	as	
many	telcos	now	do.			
	
For	people	who	do	go	over,	the	various	plans	had	various	means	of	charging.		Some,	like	
Optus,	took	people	up	to	the	next	level,	others	just	charged	a	non‐plan	rate	which	could	
be	expensive.		Where	consumers	are	running	out	of	capacity,	an	offer	to	extend	their	
contract	for	that	month,	at	a	published	rate,	would	be	helpful.		Consumers	may	on	
occasion	have	special	needs	that	require	more	capacity	without	needing	a	shift	in	their	
usual	allowances.		Given	consumers’	anxieties	about	the	potential	high	costs	of	“going	
over”,	it	is	clear	that	they	would	prefer	any	offer	to	be	at	or	below	their	current	rate	and	
that	they	be	given	the	option	of	choosing	this	or	limiting	their	usage.		This	could	be	
included	in	the	warning	message	and	follow	the	information	given	in	the	Level	2	part	of	
the	plan.	
	
Overall 
Overall	consumers	appeared	content	with	the	plans	that	they	had	chosen,	even	if	they	
were	not	the	cheapest.		For	most,	decision	making	used	simple	heuristics	–	this	many	
calls	and	texts	and	this	much	data.		While	most	were	capable	of	using	unit	pricing	
information,	and	some	chose	to	do	so,	many	simply	could	not	be	bothered	or	found	the	
plans	too	complex	or	with	too	much	fine	print.			
	
Unit	pricing	could	be	useful,	but	for	people	with	unlimited	calls	and	texts,	the	concept	
was	not	relevant.		For	data,	there	was	limited	understanding	of	what	particular	
applications	might	use,	so	unit	pricing	described	in	megabytes	was	of	little	value	or	even	
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confusing	to	most.		The	billing	for	some	usage,	such	as	13	or	1800	numbers	was	not	
clear	for	many	people.		In	broad	terms	people	understood,	perhaps	through	past	
experience,	approximately	how	much	data	in	gigabytes	they	required,	even	if	some	did	
not	actually	know	precisely	what	a	gigabyte	was.		
	
There	was	little	concern	expressed	about	not	using	the	full	monthly	allowances.		Rather	
much	of	the	concern	was	about	avoiding	‘going	over”.		Paying	for	unused	capacity	was	
akin	to	insurance	where	the	consumer	avoided	the	hassles	and	unexpected	high	bills	
cause	by	excess	usage.	
	
In	conclusion,	unit	pricing	was	useful,	but	few	consumers	made	extensive	use	of	it,	even	
when	it	may	have	been	in	their	best	financial	interest	to	do	so.		Where	plans	offered	
“unlimited”	or	“infinite”	capacity	for	some	features,	unit	pricing	was	simply	not	relevant.	
	
Limitations and Further Research 
This	study	was	limited	to	24	consumers	who	had	pay	as	you	go	contracts,	not	pre‐paid	
plans.		While	care	should	be	taken	in	generalizing	the	findings	to	all	consumers,	the	
themes	uncovered	are	likely	to	have	resonance	with	consumers	in	general.		Should	
there	be	any	doubt,	a	brief	consumer	survey	covering	the	themes	identified	here	could	
easily	be	conducted,	using	an	internet	survey.	
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Recommendations 
As	a	result	of	conducting	this	research,	we	would	make	the	following	recommendations	
to	ACCAN.	
	
R1	 Unit	pricing	should	be	maintained		
It	is	useful	to	and	usable	by	most	consumers.	
	
R2.	 Where	unit	pricing	is	provided	for	call	costs,	these	should	be	expressed	in	terms	of	a	
one‐minute	call.			
Although	the	current	code	requires	listing	of	the	cost	of	a	2	minute	call,	a	one	
minute	unit	is	a	more	understandable	unit	to	consumers.	
	
R3	 Unit	pricing	for	data	should	be	expressed	in	terms	of	gigabytes	or	part	thereof.		
Consumers	have	a	broad	understanding	of	their	needs	in	terms	of	gigabytes,	
even	if	they	do	not	quite	understand	precisely	what	a	gigabyte	is.	
	
R4	 In	advertising	mobile	phone	plans	and	at	point	of	sale,	customers	should	be	
provided	with	three	levels	of	information	–	1)	overall	plan	features,	2)	unit	pricing	
information	and	3)	a	data	calculator.	
	
Many	consumers	are	content	to	judge	a	plan	by	its	overall	features	in	terms	of	
calls,	text,	data	and	price.		The	cost	of	a	handset	should	be	shown	separately.		
This	should	be	the	first	level.	
	
The	second	level	is	the	unit	pricing	information.	The	Vaya	table	shown	in	
Appendix	2	provides	a	model	as	to	how	this	information	should	be	laid	out,	
except	that	the	table	needs	to	group	the	offers	under	.voice	calls,	texts,	data	and	
other.		As	a	minimum	(except	where	unlimited	service	is	provided)	it	should	
cover:	
	
	 a.	Call	and	text	allowances	in	$	
b.	Call	cost	per	minute,	or	part	thereof		
	 c.	Connection	fee	
	 d.	Equivalent	minutes	of	calling	time	(as	a	minimum)	
	 e.	Cost	of	special	numbers	such	as	13,	1800	or	messaging	services	
	 f.	Text	cost	
	 g.	MMS	cost	
	 e.	Call	cost	per	minute	if	monthly	allowance	exceeded,	plus	connection	fee	
	 f.	Cost	of	a	text	if	monthly	allowance	exceeded	
g.	Data	allowance	in	gigabytes	with	information	about	upload	and	download	
allowances	
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	 h.	Cost	per	gigabyte	or	part	thereof	if	allowance	is	exceeded	
i.	Where	calls	are	discounted	(to	the	same	carrier,	at	specific	times)	–	the	
percentage	discount	should	be	shown	
j.	Data	usage	which	is	free	or	discounted	should	be	shown,	with	the	percentage	
discount	
	 k.	Monthly	statement	or	other	telco	fees	
	 l.	The	amount	of	GST	to	be	paid	and	whether	it	is	on	top	of	the	plan	fee	
	
The	third	level	is	a	data	calculator,	like	the	Woolworths	one	shown	in	Appendix	3.		
This	is	most	easily	provided	on	the	internet	or	at	the	point	of	sale.		Printed	
catalogues	could	provide	basic	information	with	some	information	as	to	what	a	
gigabyte	of	video	downloaded,	a	gigabyte	of	emails,	of	using	Google	maps	while	
travelling	or	of	social	media	usage	would	provide.	The	brochures	could	also	refer	
the	consumers	to	websites	where	a	calculator	is	available.	
	
R5	 Levels	2	and	3	information	should	be	provided	in	a	standard	format	across	the	
industry,	enabling	consumers	to	make	ready	comparisons	between	plans	and	
between	competitive	offers	from	different	providers.	
	
R6	 Continuing	public	education	is	needed.	 	
It	is	recognised	that	many	consumers	will	not	bother	with	levels	2	and	3	and	
hence	may	make	sub‐optimal	choices.		Lobby	groups	such	as	ACCAN	and	the	
Australian	Consumers	Association	have	a	role	to	play	here	in	educating	
consumers.			
	
R7	 Warnings	about	going	over	should	always	include	the	date	when	the	allowance	
period	ends	and	tell	consumers	what	the	rate	will	be	if	they	“go	over”.			
Telco	warnings	about	potentially	“going	over”	are	welcomed	by	consumers	as	
this	relieves	some	of	their	anxieties	about	this	problem,	even	if	some	do	not	
always	attend	to	these	messages.		As	monthly	allowances	do	not	always	expire	at	
the	end	of	a	calendar	month,	the	end	date	should	always	be	included	in	the	
warnings.		Advice	should	be	given	at	this	point	as	to	the	charges	for	going	over	
any	allowance,	based	on	the	Level	2	price	information	provided	in	the	plan.	
	
R8	 The	Consumer	Protection	Code	should	be	reviewed	in	the	light	of	these	findings	and	
recommendations.	As	the	body	which	registers	this	Code,	ACMA	has	a	key	role	to	
play	in	this,	in	co‐operation	with	industry	body,	the	Communications	Alliance	
(www.commsalliance.com.au/)	which	is	responsible	for	the	continuing	
development	of	the	CPC	self‐regulatory	Code.	Other	government	agencies	
concerned	with	the	Australian	Consumer	Law	(particularly	the	ACCC)	and	lobby	
groups,	in	particular	ACCAN,	should	also	be	consulted.		The	Deakin	team	on	this	
project	are	happy	to	make	themselves	available	if	the	various	parties	would	find	
this	useful.	
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Appendix 1   Interview Guide 
1. Confirm	person	meets	specifications	(Age,	gender,	schooling,	renewed	or	taken	out	
mobile	contract	in	last	3	months);	
	
2. Experience	of	taking	out	most	recent	contract	
a. what	was	bought	–	package,	Telco	
b. new	or	renewed	
c. how	it	was	purchased	
d. who	gave	advice		
e. use	of	phone	–	calls,	texts,	internet,	social	media,	other	apps	
f. pricing	for	contract	
g. perceived	value	for	money	
h. what	did	the	contract	include	(handset,	mobile	and	fixed	calls,	text,	data)	
i. knowledge	of	pricing	for	individual	components		
j. recall	of,	reaction	to	and	understanding	of	the	concept	of	unit	pricing	
	
3. Reaction	to	3	Telco	catalogue	ads	
a. If	this	was	the	choice,	which	one	would	you	choose?	
b. How	did	you	come	to	this	decision?	
	
4. Reaction	to	three	internet	ads	
a. If	this	was	the	choice,	which	one	would	you	choose?	
b. How	did	you	come	to	this	decision?	
	
5. Reaction	to	Telco	1	ad	that	features	unit	pricing	
a. overall	reaction	
b. please	circle	all	information	in	this	ad	that	relates	to	pricing	
c. reaction	to	the	pricing	features	circled	
d. how	do	you	assess	value	for	each	pricing	element	
e. reaction	to	unit	pricing	in	the	ad	
f. how	would	you	use	this	pricing	information	
g. if	you	were	describing	this	ad	to	others,	what	would	you	say	
h. what	pricing	information	would	you	find	useful	to	help	understand	offer	
	
6. Reaction	to	Telco	2	and	Telco	3	ads	(Order	of	presentation	of	Telcos	to	be	rotated	so	
that	same	Telco	does	not	always	come	first)	
	
7. Unit	Pricing	
a. Now	that	you	have	seen	unit	pricing,	how	would	you	now	use	it	
b. How	does	this	pricing	compare	with	supermarket	unit	pricing?	
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Thank	interviewee,	give	information	ACCAN	sheet.	
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Appendix 2   Material Shown to Interviewees 
Printed Catalogue Plans 
	
Telstra Catalogue Plans 
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Vodafone Catalogue Plans 
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Optus Catalogue Plans 
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Internet Plans 
Telstra Internet Plans 
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Optus Internet Plans 
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Vaya Internet Plans 
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Appendix 3 Woolworth’s Data Use Calculator 
 
 
 
http://www.woolworthsglobalroaming.com.au/Info/DataUsage.aspx  
 
